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(57) A consultation business support system is pro- 
vided for quickly responding to consultation, inquiry and 
the like from a customer. In a case of receiving a request 
for professional counseling or advice from the customer, 
consultation service can be fulfilled in a quick and effi- 
cient manner to provide desired advisory information 
can be provided for the customer. When receiving in- 
quiries from the customer, customer searching means 
(10) retrieve personal data of the customer from a da- 
tabase (8) to identify the customer With procedure guid- 
ing means (11), optional items meeting the inquiries 
from the customer are displayed on display means (4a) 
along with advisory information items to be provided for 
the customer in response to inquiries from the customer. 
An operator gives the advisory information displayed to 
the customer on a case-by-case basis, thus coping ef- 
fectively with problems raised by the customer in se- 
quence. In case of a car accident or trouble, a location 
of the vehicle in question is sought and registered on a 
map by using accident location searching means (12). 
Also, a suitable garage destination is selected, while cal- 
culating a distance from the current location at which the 
vehicle is placed at that time to the garage destination. 



FIG. 1 




..to 



11 



12 



0" 



-3 



Q. 

LU 



Printed by Jouve, 75001 PARIS (FR) 



1 



EP 1 202 197 A1 



2 



Description 

Technical Field: 

[0001 ] This invention relates to a system for support- 
ing consultation business to handle inquiries from cus- 
tomers, and more specifically to a consultation business 
support system capable of quickly respond to inquiries 
from the customers to a customer center of a casualty 
insurance company as to a car accident or trouble or 
other problems. 

Background Art: 

[0002] Casualty insurance companies dealing with, 
for example, automobile insurance have affairs to give 
advisory information to a customer or policyholder as to 
measures for carrying on a car accident at once upon 
reception of a report of a traffic accident or the like from 
the customer during an insurance contract term. Simi- 
larly, the insurance companies offer the advisory infor- 
mation about appropriate measures for coping with au- 
tomobile trouble on the road. 

[0003] However, the consultation affairs known hith- 
erto have been conducted as individuals by an operator 
or adviser who receives the incident report from the cus- 
tomer by telephone, referring to a management manual 
or other references. Therefore, the consulting system 
managed by the insurance advisers is required to be 
standardized uniformly. 

[0004] In case of inquiry from the policyholder, the in- 
surance adviser first ascertains whether an inquirer in- 
sures with the processing insurance company asking 
about the policyholder's name, number of insurance pol- 
icy certificate, insurance company's name, telephone 
number. Upon confirming that the inquirer is one of the 
policyholders of the processing insurance company, the 
insurance adviser gives the policyholder the relevant in- 
formation in question. In furnishing the information with 
the policyholder in the case of a car accident, it is nec- 
essary to identify the type of a vehicle bringing about a 
car accident or trouble, location of the car accident, con- 
tract basis with a road service, number of occupants in 
the vehicle, state of notifying the police, and others and 
arrange to promptly move the vehicle running into trou- 
ble. 

[0005] However, the conventional consultation sys- 
tem requires some time to identify the policyholder con- 
cerned and to make a search for an appropriate road 
service agent in the relevant area. 
[0006] In such a case, an inexperienced adviser may 
not provide an appropriate or formulary information for 
the policyholder level of proficiency. The information of- 
fered by the inexperienced adviser may discord from the 
standard information provided by the insurance compa- 
ny. 

[0007] The consultation business includes a large va- 
riety of jobs including not only the providing of advisory 



information for the policyholder who informs the insur- 
ance company of a car accident on the road, but also 
handling of complaints and inquiry as to insurance con- 
tract. Thus, an appropriate consulting system capable 
5 of handling various inquiries in a quick and efficient man- 
ner has been much awaited. 

[0008] The present invention was made in the light of 
the problems as described above and has an object to 
provide a consultation business support system capable 
10 of providing appropriate information in response to var- 
ious inquiries from customers or policyholders in a quick 
and efficient manner. 

Disclosure of Invention: 

15 

[0009] According to the present invention, there is 
provided a consultation business support system for 
providing information in conformity with contents of in- 
quiries from customers, which comprises means for se- 

20 lecting optional information items in accordance with the 
contents of inquiries from the customers, and process- 
ing means for sequentially providing the information 
items selected respectively to the customers. 
[001 0] According to the consultation business support 

25 system noted above, required consultation service can 
be fulfilled by sequentially providing the information 
items selected in accordance with the contents of the 
inquiries from the customers. 

[0011] The aforementioned processing means in- 

30 dudes procedure guiding means for guiding the select- 
ed information items in accordance with the contents of 
the inquiries from the customer in a selectable manner 
and sequentially giving the information items to the cus- 
tomer each time the information items are selected, and 

35 statistical work means for performing statistical process- 
ing of the selected information items based on the re- 
sults obtained by the procedure guiding means item by 
item. According to the processing means, the statistical 
processing can be performed according to each of the 

40 selected information items, consequently to increase ef- 
ficiency of the consultation service. 
[001 2] The consultation business support system ac- 
cording to the invention may further include vehicle po- 
sitioning means which is activated in identifying the cur- 

45 rent position at which a vehicle trouble or accident oc- 
curs to register the current position where the vehicle in 
question is now, in addition to the means for selecting 
optional information items in accordance with the con- 
tents of inquiries from the customers and the processing 

so means for sequentially providing the information items 
selected respectively to the customers. According to the 
vehicle positioning means, the customer involved in the 
car accident or trouble can be identified quickly, and ap- 
propriate advisory information can be given to the cus- 

55 tomer by use of the procedure guiding means. When 
providing the advisory information, the vehicle position- 
ing means determines the current position of the vehicle 
in question, so that adequate directions for moving the 
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vehicle can be provided for the customer concerned. 
[0013] The aforementioned vehicle positioning 
means has fimctions of detecting the current position of 
a disabled vehicle, researching a garage destination to 
which the disabled vehicle is transported, and calculat- 5 
ing the distance from the current position of the vehicle 
to the vehicle garage destination on the basis of geo- 
graphical information of a digital map. Thus, advisory 
information about the directions for moving the vehicle 
and the vehicle garage destination can be promptly pro- 10 
vided. 

[0014] The consultation service standardized by the 
procedure guiding means may further comprise statis- 
tical work means for statistically processing the consult- 
ative matter with respect of each of statistics. With this is 
statistical work means, issues raised by the customer 
when running into trouble can be statistically analyzed 
to take advantage of the results of the analysis after the 
fact. 

[001 5] Other objects and characteristics of this inven- 20 
tion will be described hereinafter with reference to the 
accompanying drawings. 

BRIEF DESCRIPTION OF THE DRAWINGS 

25 

[0016] 

FIG. 1 is a block diagram showing the configuration 
of a consultation support system according to the 
present invention. 30 
FIG. 2 is a diagram showing a screen image of in- 
quiry requirements displayed during consulting 
service. 

FIG. 3 is a diagram showing a screen image of guid- 
ance for dealing with an accident or trouble posed 35 
by a customer. 

FIG. 4 is a diagram showing a screen image for 
searching the customer. 

FIG. 5 is a diagram showing a screen image for car- 
rying out the searching. 40 
FIG. 6 is a diagram showing a screen image of cus- 
tomer information searched. 
FIG. 7 is a diagram showing a screen image for se- 
lecting a report manner in which the customer noti- 
fies an accident or trouble. *s 
FIG. 8 is a diagram showing a confirmation screen 
image of an insurance policy certificate. 
FIG. 9 is a diagram showing a confirmation screen 
image of the situation of the accident or trouble. 
FIG. 10 is a diagram showing a map image dis- so 
played for searching the position of a vehicle. 
FIG. 11 is a diagram showing a map on which the 
position of the vehicle is marked. 
FIG. 1 2 is a diagram showing a screen image for 
confirming closure of problem at the scene of the 
accident or trouble. 

FIG. 1 3 is a diagram showing an information screen 
image for selecting a vehicle garage destination 



and a wrecker agent 

FIG. 1 4 is a diagram showing an information screen 
image for selecting a road service agent on the 
map. 

FIG. 15 is a diagram showing a screen image for 
confirming arrangement of the vehicle garage des- 
tination. 

FIG. 16 is a diagram showing a screen image for 
settling expense account. 

FIG. 1 7 is a diagram showing a screen image for 
confirming completion of arrangement. 
FIG. 18 is a diagram showing a screen image for 
keeping a record of the result of the consultation 
made this time. 

FIG. 1 9 is a diagram showing an order sheet for ar- 
ranging the wrecker agent. 
FIG. 20 is a diagram showing a communication 
sheet for recording the content of the consultation. 
FIG. 21 shows a list of the job contents requested 
by the customer. 

FIG. 22 is a diagram showing an aggregate tabula- 
tion of the affairs committed by the customer. 
FIG. 23 is a diagram showing a tabulation of the 
commission items processed by the consultation 
support system of the invention. 

Best Mode for Carrying out the Invention: 

[0017] The mode for embodying the consultation 
business support system according to the present in- 
vention will be described hereinafter with reference to 
the accompanying drawings. 

[0018] As shown in FIG. 1 , the consultation business 
support system of the invention generally comprises an 
input means 2, processing means 3, and output means 
4. The support system is installed in a consultation cent- 
er of a casualty insurance company to assist personal 
attention given to insured persons or policyholders (cus- 
tomers) who take out an automobile insurance. 
[0019] There will be explained hereinbelow one ex- 
ample of consultation support service according to the 
invention in a case of dealing with a car accident caused 
on a road by a customer. 

[0020] The input means 2 of the consultation business 
support system according to the invention is provided 
with a key board, mouse and/or other data inputting ap- 
paratus for entering and feeding various data to the 
processing means 3. The input means 2 further has a 
function of guiding advisory information given to the cus- 
tomer making contact with the consultation center of the 
casualty insurance company through a communication 
line 5 of telephone or the like. The input means further 
comprises communication means for delivering a re- 
quest message from the customer to a consulting oper- 
ator who handles the consultation system in the insur- 
ance company. As one example of the communication 
means, there may be used a head set comprising a mi- 
crophone and speaker for mutually communicating with 
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the customer and the operator. 
[0021] The processing means 3 generally comprises 
customer searching means 10, procedure guiding 
means 11, accident location searching means 12, sta- 
tistical work means 14, and output control means 15. 
The processing means 3 is formed of general-purpose 
computer having a microprocessor for performing an ar- 
ithmetical operation and memories such as ROM and 
RAM. With the processing means, a consultation busi- 
ness support program can be carried out to deal with an 
accident in the manner as described below. 
[0022] The output means 4 may be composed of a 
display means 4a such as CRT and liquid crystal display, 
and printing means 4b such as a printer. On the display 
means 4a, there are displayed the current processing 
state of the support system, input contents inputted by 
the input means 1 , and other data. 
[0023] The customer searching means 1 0 is a pro- 
gram stored in the processing means 3 for searching 
and seeking the data of the customer accessed to the 
consultation center from a database DB stored in a 
memory unit 8. The contents to be searched include the 
name of the customer concerned, insured number of in- 
surance policy certificate, registration number of the 
customer's vehicle, customer's telephone number, and 
other personal data. By inputting these customer's in- 
formation data with the input means 2, whether or not 
the person now accessed to the consultation center is 
insured with the insurance company can be recognized 
in a moment of time. 

[0024] At the time of identifying the customer, the sys- 
tem assumes its standby mode for standing ready to re- 
ceive inquiries from the customer. Ail information data 
inputted thereafter from the input means 2 are recorded. 
[0025] The procedure guiding means 11 serves to 
provide information for guiding procedure to give advi- 
sory information from the operator to the customer. The 
guiding procedure in which the operator must provide 
the required advisory information to the customer is dis- 
played in order of precedence in response to the inquir- 
ies (consulting contents about the accident) from the 
customer. 

[0026] The accident location searching means 12 is 
activated for searching the location at which a car acci- 
dent occurs according to the procedures indicated by 
the procedure guiding means 11 . Based on the consult- 
ing contents, the address of the location of car accident 
is registered. At this time, geographical information for 
identifying the location of the car accident in concrete 
form can be obtained on a map with a geographical In- 
formation means 12a. 

[0027] The geographical information means 1 2a exe- 
cutes a program for displaying the geographical infor- 
mation for so that a road map is displayed on the display 
means 4a using a digital map stored in the geographical 
database 17. The location of the car accident is auto- 
matically marked in a spot on the map displayed on the 
basis of the specified address of the location of the car 



accident. 

[0028] The statistical work means 1 4 has functions of 
supervising the information data processed by the 
processing means 3 item by item, storing the informa- 
5 tion data in an adequate memory means, and allowing 
the information data item by item to be displayed on the 
display means 4a and/or printed out with the printing 
means 4b. 

[0029] When operating the processing means 3, the 
10 output control means 15 is actuated to display an ap- 
propriate output form on the display means 4a in coop- 
eration with other processing means. The prescribed 
output form is outputted from the printing means 4b in 
performing the statistical work. 
[0030] Next, the operation of assisting the consulta- 
tion service according to the aforementioned consulta- 
tion business support system of the invention will be de- 
scribed. 

[0031] The operator goes through the prescribed pro- 
cedure for coping with the aftermath of the accident, 
while giving the customer the information data displayed 
sequentially on the display means 4a. 
[0032] First, upon switching on the support system of 
the invention, the operator logs on with the customer's 
ID code and encrypted password to bring the support 
system into a standby mode. When the operator leaves 
the operator's seat, the support system assumes its ir- 
responsive state so as not to receive access from the 
customers. 

[0033] When the customer has access to the consul- 
tation center, the system acquaints the operator with the 
customer's access and displays a form for confirming 
the contents of inquiries from the customer as shown in 
FIG. 2. As shown, the relevant personal data of the cus- 
tomer are displayed. 

[0034] Selection items 30 displayed on the left of the 
screen are divided according to the subject matter. In 
the illustrated case, the dialog box "Just After Incident" 
is selected in response to the customer's access imme- 
diately after the occurrence of the accident. 
[0035] Consequently, an information screen image is 
displayed as shown in FIG. 3. At this time, measures for 
coping with the accident is indicated for giving advisory 
information items 31 to the customer concerned on the 
display with the procedure guiding means 11. The op- 
erator instructs the measures for coping with the acci- 
dent to the customer while reading out the information 
items 31 from the display. Last, the operator calls on the 
customer to report the final outcome of the accident to 
the consultation center by return, and then, breaks the 
current connection with the customer. 
[0036] When the operator again receives a call from 
the customer, "Accident Assist" is selected from the op- 
tional items 30 on the display to operate the customer 
searching means 1 0 with the procedure guiding means 
11 . Thus, the personal data of the customer concerned 
are searched on the searching screen as shown in FIG. 
4. 
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[0037J At this time, itemized procedures 32 of the in- 
formation guidance to be provided for the custom r are 
displayed on the right side of the display. A dialog box 
"Customer Search" 33 is also displayed for searching 
and identifying the customer. 

[0038] When selecting the dialog box "Customer 
Search" 33, a searching image form is displayed as 
shown in FIG. 5. With the customer searching, the cus- 
tomer concerned can be identified on the basis of some 
personal data including the name of insurance company 
insured by the customer concerned, number of insur- 
ance policy certificate, telephone number, registration 
number of the customer's car, and customer's name. Al- 
so, the personal data of the customer concerned can be 
retrieved directly from the reception number issued 
when the customer contacted with the consultation cent- 
er at some previous time, consequently to quickly deal 
with the consultation once the customer have access to 
the consultation center. 

[0039] FIG. 6 shows the screen image of the personal 
data of the customer searched out. By selecting the di- 
alog item 34 on the display as illustrated, more detailed 
personal data as to the contractual coverage of the in- 
surance with respect to the customer concerned can be 
displayed. In a case of the absence of the personal data 
of the customer concerned, the dialog box "Provisional 
Registry" 33b as shown in FIG. 4 may be selected for 
tentatively putting the customer concerned on record. 
[0040] When confirming the personal data of the cus- 
tomer concerned, a screen image for running a reporting 
manner through the procedure guiding means 11 is in- 
dicated on the lower half of the screen of the display as 
shown in FIG. 7. Selection can be made from three items 
35 of "Post Report", "On-site Report (non-contact po- 
lice)", and "On-site Report (contacted police)" contained 
in the dialog box "Report Manner". 
[0041] In a case of selecting "On-site Report" by way 
of example, the operator instructs the customer con- 
cerned to confirm whether or not a step of moving the 
car involved in the accident has been taken. Thereafter, 
the procedure for confirming the matters on the insur- 
ance policy certificate is proceeded on. FIG. 8 shows a 
confirmation screen image for confirming the insurance 
policy certificate. As illustrated, entry contents 36 con- 
tained in the insurance policy as to the agreement for 
insurance for the customer concerned is displayed as 
illustrated. 

[0042] After confirming the insurance policy, the con- 
firmation screen image for the conditions illustrated in 
FIG. 9 is displayed with the procedure guiding means 
11 . Namely, there is displayed a confirmation screen im- 
age 40 containing the dialogs "Request Service", "Con- 
tact Phone", "Self-movable" condition of the vehicle in 
the accident, "Accident Place", "Road Service Member", 
"Occupant Number" in the vehicle, "Current Position" in 
the accident, "Customer Home Place", and "Distance to 
Home" meaning the distance from the location of the 
accident to the home of customer's own. 



[0043] The dialog box "R quest Servic " in the con- 
firmation screen image 40 contains "Wrecker Order", 
"Hotel Order", "Alternate Transport Order 8 , and "Car 
Transport Order". 

s [0044] Th dialog box "Accident Plac " contains 
■Customer Home", "Local Road", and "Highway". When 
the dialog box "Current Place" is specified, the geo- 
graphical information means 12a of the accident loca- 
tion searching means 12 is activated to search the po- 

10 sition of the car in question on the map. Also in the dialog 
box "Customer Home Place", the address of the cus- 
tomer's home is searched out with the geographical in- 
formation means 1 2a. 

[0045] In the dialog box "Distance to Home", the dis- 

15 tance from the location of the accident to the home of 
customer's own can be calculated. 
[0046] The geographical information means 12a is 
activated by selecting "Current Place" to display the 
map searching screen image as shown in FIG. 10. In 

20 this screen image, a digital map 45 is displayed. Option- 
al items 46 appear on the left side of the display. 
[0047] When specifying one of the optional items 46, 
the location at which the vehicle in question is placed 
can be searched in the format of "Address Search" or 

25 "Object Search". 

[0048] In searching in the format of "Address Search", 
one of the items in the dialog "Prefecture/City" or Town 
Name" is specified to search out the accident location 
of the vehicle in question. As an alternative, the full ad- 

30 dress of the location at which the vehicle in question is 
located may be inputted. The location thus searched out 
is indicated on the map 45. The displayed image on the 
screen can be arbitrarily enlarged or reduced. 
[0049] Upon specifying "Location" in the optional 

35 items 46 and then "Record Trouble Place" which is not 
shown in the drawings, the location at which the vehicle 
in question is placed at that time can be registered by 
pointing the location on the map with a mouse or other 
input tools. FIG. 11 is an explanatory view showing the 

40 registered image (spot 45a in the drawing) of the place 
at which the vehicle is located on the map 45. 
[0050] Similarly, the location of the customer's home 
can be registered with the geographical information 
means 12a by specifying the dialog "Customer Home 

45 Place". By further specifying "Distance to Home" in the 
screen image of FIG. 9, the distance from the place of 
the accident to the home of customer's own can be cal- 
culated. The distance between the two locations is cal- 
culated on the digital map. 

so [0051] In the case that the input data filled in the dia- 
logs "Self-movable", "Accident Place", "Road Service 
Member", "Occupant Number" and "Current Position" in 
the confirmation screen image shown in FIG. 9, the pro- 
cedure guiding means 11 is operated to display another 

55 confirmation screen image for confirming whether or not 
. the problem is settled, as shown in FIG. 12. At the re- 
quest of the customer concerned, the operator provides 
the customer with an explanation as to the contents of 
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"Wrecker Order", "Hotel Order", "Alternate transport Or- 
der", and "Car Transport Order" contained in the dialog 
"Request Service" 50. A dialog "Other Guidance" is use- 
ful for the customer in the accident scene to obtain in- 
formation around the accident scene. 
[0052J When the dialog box "Wrecker Order" in the 
optional items 50 is checked, an information screen im- 
age for selecting a car garage destination and a wrecker 
agent is displayed as shown in FIG. 13. 
[0053] When a wrecker agent selecting key 51 is 
specified, a recommended road service agent (wrecker 
agent for moving the disable car) and a garage destina- 
tion, which are instituted previously, are selected. 
[0054] In a case that data with respect to the garage 
destination and road service agent are manually input- 
ted without specifying the wrecker agent selecting key 
51 at the request of the customer, the relevant item is 
optionally selected from the optional items 52. The op- 
tional items 52 include "Recommended destination", 
"Customer Request", "Customer's Home" and "No Ap- 
point". In the optional items 53 for specifying the wrecker 
agent, selection of any road service agent from the pre- 
scribed agents may be made arbitrarily. 
[0055] At this time, the road service agent may be 
specified on the map 45 with the geographical informa- 
tion means 12a. In the alternative, a road service agent 
may be selected from a list of road service agents in 
another service area. 

[0056] At the same time, the distance from the "Cur- 
rent Place" meaning the accident location at which the 
disabled car is placed to the "garage destination" is cal- 
culated with the geographical information means 12a 
and indicated in the dialog box Tow Distance" 54 shown 
in FIG. 13. 

[0057] Further, the geographical information means 
12a has functions of searching the road service agent 
located nearest the accident location and calculating a 
freight-in distance from the specified road service agent 
to the accident location, which is indicated in the dialog 
box "Freight-in Distance" 55 and approximate time re- 
quired for the road service agent to arrive at the accident 
location, which is indicated in the dialog box Time Re- 
quired" 56. 

[0058] On the lower half of the display, the details of 
the garage destination and wrecker agent are displayed. 
[0059] Simultaneously, an estimated amount for mov- 
ing the disabled car by the wrecker agent is calculated 
by the statistical work means 14 and indicated on the 
display with the procedure guiding means 11 (not shown 
in the drawing). 

[0060] Next, information about the arrangement at the 
garage destination is displayed with the procedure guid- 
ing means 1 1 , as shown in FIG. 1 5. This information dis- 
played on the screen contains the name of the road 
service agent specified, which is indicated in a window 
60, and the phone number of the road service agent 
specified, which is indicated in a window 61 . Therewith- 
al, by clicking a selection button 62, the specified road 



service agent can b contacted by telephone. During th 
contact with th road service agent by telephone, the 
telephone line with the customer concerned is kept on. 
In the case that such a road service agent is elected by 
5 the customer or not specified, a message as shown in 
the drawing is displayed in the window 60 so as to call 
a discretionary phone number by operating a numeric 
keypad 63. 

[0061 ] To carry on a tripartite conversation among the 
10 operator, customer and road service agent, a button 
"Hold Release" 64 is clicked. 

[0062] The road service arrangement is completed by 
the foregoing procedures, simultaneously to calculate 
the total amount of charges for the service rendered for 
15 the consultation made this time by use of the procedure 
guiding means 11 and display it with the statistical work 
means 14. 

[0063] FIG. 16 illustrates itemization of the charges 
rendered. As illustrated, the charge required for moving 

20 the disabled car is calculated. In a case of franchise in- 
surance, the customer does not bear any expense (¥0). 
[0064] When all the procedures are completed, the 
main information screen image is displayed (shown in 
FIG. 17). When a button "Disconnect" 66 is selected, 

25 the telephone line with the customer is broken. 

[0065] When selecting a dialog "Results" 67, a win- 
dow for filling in the results of the event and the contents 
of the service which the operator provided for the cus- 
tomer is opened (see FIG. 1 8). in this result inputting 

30 window, the reaction of the customer can be checked in 
a dialog "Customer Reaction" 70. If any intimations to 
the customer is required after working out a solution to 
the trouble, a check box "Required" 71a in a dialog 
"Post-contact" is checked, and then, necessary informa- 

35 tion may be filled in a window 71b. Also, notandum for 
future benefit, if any, may be filled in a window 72a upon 
checking a check box "Postmortem Memo". 
[0066] Thereafter, in a case of continuously awaiting 
further communication from another customer, a check 

40 box "Next Customer" 80 in FIG. 1 7 is checked to bring 
the system into its standby state. To conclude the con- 
sultation service, a check box "Close" 81 may be 
checked to quit the consultation business support sys- 
tem of the invention. 

45 [0067] FIG. 19 shows a wrecker order sheet for ar- 
ranging the wrecker service in the procedures for deal- 
ing with the car accident or trouble as described above. 
FIG. 20 shows a notice sheet for leaving a message to 
the customer contacted the consultation center. The da- 

50 ta left in these forms are compiled with the statistical 
work means 14 in conjunction with the procedure guid- 
ing means 1 1 . The contents entering the wrecker order 
sheet may be transmitted to the relevant wrecker agent 
through a communication line 5, or outputted to the prim- 
es ing means 4b so as to send a hard copy printed out from 
the printing means to the wrecker agent by mail. 
[0068] With the statistical work means 1 4, a list of the 
affairs which were handled by the consultation business 
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support system of the invention can be outputted to the 
output means 4, as shown in FIG. 21 . The compiling 
process may be performed at prescribed intervals of 
time or as the occasion may demand. 
[0069] In the meantime, the consultation business 
support system of the embodiment described above 
makes it possible to give a customer encountering an 
accident a practicable solution of the problems raised 
by the accident, but may also be applied for settling oth- 
er problems suffered by various accidents such as a car 
breakdown or trouble, damages in housing, household 
goods and furniture, and livelihood, job-related damag- 
es, and other possible damages. Thus, the consulting 
service in various sorts of service categories can be 
dealt with in the similar manner to the foregoing proce- 
dures proposed by the consultation business support 
system of the invention. 

[0070] FIG. 22 shows the aggregate tabulation repre- 
senting the number of reception affairs to handle inquir- 
ies from the customers. Thus, the outcome of the affairs 
dealt with by the consultation center for the prescribed 
period of time is outputted to the output means 4 by a 
list as illustrated. 

[0071 ] With the statistical work means 1 4, the data in- 
dicated on the aggregate tabulation are sorted by the 
customer's information, road service agent, garage des- 
tination and settlement of accounts in a logistics table 
sheet as shown in FIG. 23. Then, the aggregate tabula- 
tion can be outputted to the output means 4. 

Industrial Applicability: 

[0072] As is apparent from the foregoing description, 
according to the present invention, the advisory infor- 
mation about appropriate measures for coping with the 
problems posed by the customer or other person can be 
timely provided for the customer concerned by sequen- 
tially selecting the prescribed optional items in conform- 
ity to the contents of inquiries from the customer, so that 
the desired consultation service for resolving the prob- 
lems can be effectively fulfilled swiftly 
[0073] Furthermore, the statistical procedure of com- 
piling the contents of inquiries from the customers ena- 
bles the personal data of the customers contacting the 
consultation center to be utilized postmortem, thus to 
prosecute the consultation service efficiently. 
[0074] Besides, the system for coping with a vehicular 
accident or trouble according to the invention makes it 
possible to quickly give the required advisory informa- 
tion for dealing with the accident or trouble to the cus- 
tomer concerned and perform the necessary proce- 
dures for selecting a road service agent, a garage des- 
tination and other options with rapidity, so that even a 
disabled car on the road can be moved promptly to the 
selected garage destination or other optional place. 
[0075] Moreover, immediate and practical consulta- 
tion service can be provided by making use of a digital 
map to search the locations of the vehicle in the accident 



and the garage destination to which the vehicle must b 
moved. 



s Claims 

1 . A consultation business support system for provid- 
ing advisory information in conformity with contents 
of inquiry from a customer, characterized by 

10 means for selecting optional information items in 
accordance with the contents of inquiry from the 
customer, and processing means (3) for sequential- 
ly providing the information items selected respec- 
tively to the customer item by item. 

15 

2. The consultation business support system set forth 
in claim 1 , wherein said processing means (3) com- 
prises procedure guiding means (11) for providing 
the advisory information for the customer con- 

20 cemed according to the contents of inquiries from 
the customer sequentially item by item, and statis- 
tical work means (14) for performing statistical 
processing of the selected information items based 
on the results obtained by said procedure guiding 

25 means (11) item by item. 

3. A consultation business support system for provid- 
ing advisory information in conformity with contents 
of inquiry from a customer, characterized by cus- 

30 tomer searching means (10) for identifying one of 
the customer on the basis of customer information 
data previously registered, procedure guiding 
means (11) for giving optional items representing 
the information for coping with an accident or trou- 
35 ble of a vehicle of the customer concerned to the 
customer concerned according to the contents of 
inquiries from the customer sequentially item by 
item, and accident location searching means (12) 
for specifying a current location at which the acci- 
40 dent or trouble of the vehicle occurs according to 
the procedures indicated by said procedure guiding 
means (11) and registering said current location of 
the vehicle. 

45 4. The consultation business support system set forth 
in claim 3, wherein said accident location searching 
means (12) detects the current location of the vehi- 
cle, researches a vehicle garage destination to 
which the vehicle is to be transported, and calcu- 

50 lates a distance from said current location of the ve- 
hicle to said vehicle garage destination on the basis 
of geographical information of a digital map. 

5. The consultation business support system set forth 
55 in claim 3, further comprising statistical work means 
(14) for statistically calculating information data 
processed by said procedure guiding means (11) 
item by item. 
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FIG. 15 
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► 62 

Call Customer (Daytime) 

" " V. 

Dialup • 
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Result Input f.^._ 
Customer Reaction 
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'■V FIG. 19 



TO:- Eatatama Automobiles 

Phone (Daytim^): 042-396-0211 
. * Phone (Night): 
Far . , 




<X> xxxxx >cooc<xxxxx 
: :■ - T E L caoc-xxxoooot \ * 
F AX :.gx*xxx-xxxx; ■• 



. - ARRANGI MENT SHEET 
• The. following. reque st has been made today. 
Thank you for your cooperation in advice. 

1. Customer Ns me: 

2. Customer Ad Ire S3 

3 . Customer hxi urance Number 
- 4;Cu6tomer Ph me Number 

5. Customer Re '. Number 

6. Contact Phoi e Number 
/.Matters keqi ested 



8.Gircumstano n 



«saB?¥««wa9B n.:i.3 



8 at Accident Site 



Road Assist Sec, Relief Free Dial Corp. 

-Phone: 042^921-1211 
_ '. Fax 042-9 21 -1231 

Operator; No. t> Ope rator 



: Arranged: 9* Marcl , 



ft . Diba Relief Free Dial 
:or Payment 



• >v^^:.::7;:Y«*fai :::fg. \ • ' :, 



1999 11:13 



^ . > •! '* ft* Amount Contributed If 
iff- .v£58 W^.' Designation fbi Transfer 

• *?V: Budget Accoun t 

v» * . *' A^unt Holder's Name 



.9 



. Procedure Completed: 
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FIG. 20 



. FAX : 



ATTN: 
FAX 



a & a 



Notice Sheet 



*B7&m&KT*Mt\>1tL*ltCt2am»1il,*T. We made 1116 lowing arrangement. 




l. 

2. 

4. *J*ST£Sg3* 
TEL (SJ ; 

10. as^ss 



(3) SibSA* 
OiWSMW TEL (8c) 

0U-4K2-5U3 TEL ($) 



TEL : 
FAX : 



1. Customer Name: 

2. Customer Address 

3. Customer Insurance Number 

4. Customer Phone Number 

5. Matter8 Requested • 

6. Circumstances at Accident Site 

7. Road Service Agent 
Phone (Daytime): 

8. Garage Service 

. Phone (Daytime): 



Road Assist Sec*. Relief Free Dial 
Corp. 

TEL: 042-921-1211 
FAX: 042-921-1231 

Operator: No. 6 Operator 
Arranged: 9 th March, 1999 11:13 
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FIG. 22 
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Just After AcddentflYouble 

Trouble/Accident Assist 
Wrecker 
Lodging expense 
Expense for coming back 
Transport after repair 

Trouble/Accident Assist 
Wrecker 
Lodging expense 
Expense for coming back 
Transport after repair 

Dispatching to Accident Scene 
Physical injury 
Other trouble 

Dispatching to Home 
Fire disaster 
Water leak/blockage 
Unlock door 
Emergency Repair 

Free Consultation 

Legal problem 
Medical issue 
Car mechanic 
Travel 
lax 

Housing finance 
Dream/Bicycle 

Recycle(distxessed)goods 
New car buying 
Used car buying 
Automobile inspection 

Rental/lease car 
Private car maintenance 
Dream/Life 

Housing improvement 
Ceremonial functions 
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